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June 27, 2002

Marlene H. Dortch
Commission Secretary

Federal Communications Commission

445 12" Street, SW
R TW. A323 DOCKET FILE GOPY ORIGINAL

Washington, D.C. 20554

RE: CC DOCKET NO. 98-67

Dear Madam:

As you know, State and Telecommunications Relay Services {TRS) providers must submit annual
consumer complaint log summaries with the Federal Communications Commission on or before July 1,

2002.

Attached, for the State of Colorado, is the annual complaint log summary for June 2001 — May 2002, a
diskette of the same, and four copies, as requested.

If I can be of further assistance to you, please do not hesitate to contact me via TDD 303 894 2512 or
EMALIL Joe.Benedetto@Dora.State.Co.Us.

Kindest regards.

Sincerely,
Joe Benedetto

State Relay Administrator
Colorado Public Utilities Commission

Attachment: Complaint Log Summary, June 1, 2001 - May 31, 2002 (and four copies)
Attachment: Diskette of Attachments

Copy and Attachments also sent to:

Erica Myers

FCC Consumer and Governmental Affairs Bureau ; : ( ?
Disability Rights Office LN& B-Co 16 rec'd
445 12" Street SW

Room 5-C212

‘Washington, D.C. 20554

1580 Logan Street, Office Level 2, Denver, Colorado 80203, 303-894-2000

www._dora state.co.us/puc Consumer Affairs (Outside Denver) 1-800-456-0858
Permit and Insurance (Outside Denver} 1-800-888-0170 Hearing Information 303-894-2025
TTY Users 1-800-659-2656 (Relay Colorado) Transportation Fax 303-894-2071
Consumer Affairs 303-894-2070 Fax 303-894-2065




Attachment # 2

Summary Log for June 1, 2001 — May 31, 2002
Colorado Relay

For the period of June 1, 2001 through May 31, 2002, Sprint processed more than 1,081,646
outbound calls on behalf of Colorado Relay, receiving a total of two hundred ninety-four
(0.027%) customer complaints. All two hundred ninety-four complaints were filed with
supervisors at one of the eleven Sprint TRS centers. All of these complaints were resolved in a
timely fashion. None of these two hundred ninety-four complaints were escalated for action to
the State of Colorado or to the Federal Communications Commission.
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~& Sprint

Relay Colorado

June 2001 - May 2002 RELAY W
y COLORADO

OMPLA
#30 |Rates B 0 0 0 [ 0 Q 0 0 0 0 0 0
#31 |osb 0 0 0 0 0 0 0 0 0 0 0 0
#32 INo 900 Number 0 [ 0 0 0 0 0 0 0 0 0 0
#33 [Carrier of Choice 0 0 0 0 0 0 0 0 0 [] 1 0
#34 |Network Recording 0 0 0 0 ¢ 0 0 0 0 [ 0 0
#35 |Other 0 0 0 0 1 0 0 0 0 0 0 0

TOTAL| 0 0 0 0 1 0 0 0 0 0 1 0
— — - — 1 BN S o I
TOTAL CONTACT! 18 31 29 23 3 | 3 | 11 | 29 16 20 | 31 17 204 | ]
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Complaint Tracking for Colorado

June 2001
Tracking| Dateof | Cat. # Nature of Complaint Date of Explanation of Resolution
# Compl. { Compl. Resolution
Customer stated that agent failed to follow Apologized for inconvenience and
instructions and lost control of call. Supe Darcy we'll talk to the agent regarding the
06/06/01 3 |minimized problem. { must have control, by 06/09/01 |incident. Agent was coached on
calling it feedback. | told him, in no uncertain importance of following customers’
terms, it was a formal complaint. instruction.
9070
Customer said she has not called our dept for a ]
long time and has been trying to taik to supes Ec?unsg:n‘ie:;avaz;trﬁlsglt?g-e\t’ﬁ?c.: ”
directly about her problems she experiences. | had left her a msg to call me back.
However, she has been noticing a problem She was confused about billing atc£
06/10/01 4  |occuring more and more often. She receives 06/11/01 She is clear now and will touch 'basé
incoming calls and the CA's do not give their ID wime later if problems continue, She
nbrs. CS apologized to custommer and thanked his satisfied wiclarification and ﬂ‘;e
her for cailling. Customer had tried to call R. reschition
Moers but cannot get ahold of him. '
3051C
Relay agent refused to tell me if a live person
answered the phone, when customer asked.
Customer thought that was rude. (supe
assisted w/call - agent dialed # given & ans
mach picked up. Agent typed & ID the msg.
Customer asked for redial. Agent redialed. On
2nd fry, line was busy. Agent informed caller.
06/11/01 4 Customer asked repeatedly if live parson 06/11/01 |CA followed correct procedure.
answered or if live person was there. Agent
Jsaid Relay did not have that info - that the line
was busy. Customer got upset & did not
understand when supe tried to explain)
Customer was not want follow up contact, said
she was ok w/discussion.
4229
4229 |o0611/01] 17
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Complaint Tracking for Colorado

Tracking| Date of | Cat. # Natura of Complaint Date of Explanation of Resclution
# Compl. | Compl. Resolution
Apologized to customer & thanked
her for feadback. Told her agent
. . would be coached. Customer was
it ot o VGO er ook | ot wdsusson e o
06301 4 |N g g gcal. A9 06/13/01 |want a follow up contact, but does
did not adequately inform customer whan the of Laint f rded
erson she was calling discohnected. want copy of complaint forwa to
P AM. Agent was coached in proper
call takeover procedures & in
keeping customer informed.
4237
Apologized and attempted to obtain
immediate credit for his erroneously
billed call. However, this caller was
co VCO user frustrated at agentvior nf)t also frustrated withe awkward voice
enunciating clearly & not processing his call ] - .
) . to voice process for the immediate
thru his MCI calting card as requested. Also a credit procedure and also frustrated
06/13/01 3 [supe who assisted after that cali was completed{ 06/13/01 P
) . at the MCI opr lack of help. |
did not satisfy the user, only defended the : .
\ . . suggested checking thru Sprint, but
agent’s actions, saying that MC1 was used. .
This user did not retain agent nbr or supe nbr the user was too frustrated. This
9 P ’ user does not request contact at this
time, as he said he wilt write letters
about this poor service.
4240
4240 | 06/13/01 8
Apologized and thanked her for her
time. | assured her that agent would
CO VCO user was frustrated when she received be coac(l;ed on the a?nfci)::ce:lrg?;
a Relay call. Agent did not announce Relay to policy. Customer safishied and di
06/15/01 4 her. He onl‘ od 1o her voice now GA 1o 06/15/01 |not need feedback. Consulted
lbs 'in the ‘LWD w/agent and he did not remember the|
gin e carl. call, but | reminded him that OB VCO
customers should be sent the ALT 5
announcement.
4242
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Complaint Tracking for Colorado

Tracking| Date of | Cat. # Nature of Complaint Date of Explanation of Resolution
# Compl. | Compl. Resolution
Apologized and said agent would be
talked to in order to find out what
happened. in consulting w/agent,
she had understood that the voice
now GA was to be used instead of
CO VCO user confused when agent typed ans GA for VCO users, in order to
06/16/01] 21 {mach hung up - voice now GA. This user did 06/16/01 |prevent the VCO user from switching
not know what to do. to TTY, in which case the agent
would miss info. | informed the agent
that the convention is to simply type
ans mach hung up GA and expect
the most recently used mode of
communication.
4245
Apologized and asked if she wouid
like feadback after we determine
CO VCO user is concemed, as user, said she what problern was and she said ves
wanted to reach a live banker for her call, and and gave email address. Spoks to
was frustrated when agent typed (recording) agent and a timing probiem seems to
06/17/01 4 and (waiting for live person) w/o typing co name have baen evident as a live person
that was reached. Then when attempting to get did answer, delaying immediate
agent's attention by repeatedly typing XXX response to the user, then each time
VCO pls ga, customer did not receive a timety the agent switched the IB line to her
respense and was more frustrated. headset in response to the VCO pls
GA she only heard TTY tones, thus
switched back to expect more typing.
42486
Thanked customer for feedback,
apologized for the bad experience
During a recent voice to VCO call this customer and told her this would be discussed
received, the agent did not announce Relay & w/agent & appropriate action wouid
06/19/01 4 had trouble connecting. At end of call, the 06/20/01 be taken. Customer wanted copy
agent did not send "person hung up" macro. forwarded to AM. Followed up w/CA
& he stated that he sent macro twice 4
it was possibly technical problem.
4254
4254 | 06/19/01 11
4254 | 06M19/01| 24
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Complaint Tracking for Colorado

Tracking| Date of | Cat. # Nature of Complaint Date of Explanation of Resolution
# Compl. | Compl. Resolution
Customer called in to report that he received an
incoming call thru CO Relay from his brother.
The agent did not provide their 1D nbr, not
announce call. The customer reporis there was
some difficulty in getting the call started as he
was getting nothing from the agent at all. He
kept asking for the agent to give their ID nbr or AM tried contacting customer on 6/29
respond and nothing happened until finally he - no answer, 7/17 - no answer, 8/14 -
06/20/01 11 |began receiving typing from his brother. The 09/03/01 |no answer, and on 9/3 at 8:22
customer’s brother said he was able to hear his connected and customer satisfied
brother speaking just fine, but it appeared that w/resolution.
the Relay line was dead at first. The agent was
not responding to either party. Customer wasn't
sure if it was something tachnicat or If the agent
was unfamiliar w/VCO calis. The customer was
also upset that even at the end of the call the
agent still refused 1o provide their ID nbr.
3095C
Apologized for inconvenience.
. . . . Discussed about coaching CA.
os21/01| 9 ﬁi‘g”;';fne‘i;;‘;x’;;"rf:cm:sgs“e retrieved the | 16/21/01 [Coached CA immediately to use the
’ macro 0 she could get all info from
4257 the voicemail recording.
Apologized for inconvenience. CA
. . will be coached immediately - caller
o6/21/01] 17 |Customer siated CA was ruds, intarrupting 06/25/01 |satisfied widiscussion. CA hit wrong
caller. . :
macro key, then apologized - but still
provided an interruption tc user.
4256
Customnar stated that femaie opr who handled | spoke to caller and apologized for
his wife's call was rude and out of line. His wife horrible service provided by ageni.
06/23/01 17 |was arguing w/her mother on call and at end of | 06/23/01 {Informed caller fo please try to
call, opr told his wife to behave herself and then remember opr's nbr when they use
9501 disconnacted the line. Relay service.
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Comglaint Tracking for Colorado

Tracking
#

Date of
Compl.

Cat. #
Compl.

Nature of Complaint

Date of
Resolution

Explanation of Resolution

9416

06/30/01

VCO customer expiained that agent dialed
incorrect nbr and when agent was asked to
repeat nbr dialed - agent refused. VCO

requaested supe and supe implied agent did not
have to repeat nbr. VCO customer stated supe

& agent were rude.

07/02/1

Couldn't follow up due to lack of info.
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Complaint Tracking for Colorado

July 2001
Tracking] Date of | Cat. # Nature of Compiaint Date of Explanation of Resciution
# Compi. | Compl. Resolution
Thanked customer for feedback &
Customer asked agent 1o type "wells” instead of apologized for inconvenience, She
typing recerding msg & then to wait for live was satisfied w/our discussion &
Iperson. Instead, agent typed "finding live doses not want follow up contact. She
07/02/M1 3  |person’ & then after live person answered, 07/02/01 |does, howaver, want CO AM notified
agent typed “wells (explaining Relay)..." of this. Agent misundarsiood the
Customer wants agents to listen, pay attention, special instructions and agreed to
and follow her instructions. listen more carefully & clarify when
needed.
4279
Customer states, after | made my phone call, |
wanted to make another call and gave agent
another nbr to dial. | waited and waited a long
time. Finally, | typed GA several times. No
response. | typed - pls respond to me Relay -
and finally agent dialed nbr | had given her. |
asked for her supe and she refused to get one | spoke withe agent, who
siating that no supes were allowed. | couldn't remembered the call in question.
believe it and just hung up and called RCS. She did have problems that day and
Agent had bad attitude to go along w/poor had a hard time concentrating. She
07/03/01 00 performance. RCS thanked customer for letting 07/05/01 knew she messed up. However, she
us know and assured him that this would be said the customer asked to be
tumed in as a complaint to be further transferred to CS and that she did
investigated by the supe at the ctr. Also transer the call to CS as requested.
explained that at times the computers do seem
very stow in outdialing but that the agent should
have never given him this type of info when
requesting a supe and that this also would be
looked into. Also apologized for any
inconvenience that this caused him.
3171D
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Complaint Tracking for Colorado

Tracking| Date of | Cat. # Naturs of Complaint Dats of Explanation of Resolution
# Comp!. | Compl. Resolution
Thanked customer for this feedback
Customer was calling to a hospital and asked and told her a supe would coach the
the agent to ask for a particular dept. Agent did agent. Customer was satisfied
not confirm to customer that he had asked for w/discussion and no follow contact is
that dept, so the start of conversation was necessary. Spoke w/CA & told him
O7/03/01| 4 awiward. Also, at end of call agent typed 071001 | aiways type (asking for...) & to
(Person hung up) but did not send macro always confirm person/extension to
wi"Agent # GA or SK" However, agent's typing TTYNCO custormers. | also coached
was excellence. hirn to use all macros when
applicable.
4281
Customer complained that she was cut off by
agent for the 3rd time this wk. When asked,
she explained that the agents are not typing the Agent does not recall an instance of
recording or ans mach msg. They just type not typing the recording w/o being
07/04/01 4  |recording and hang up the OB line. | don't have| 07/06/01 |told to do so. But ! reminded him we
any way to know if we connected to the right nbr do type what we hear verbatim
or not. Isn't there anything that can be done unless otherwise instructed.
about these agents? CS assurad customer that
her complaint would be forwarded to the AM.,
3173D
Apologized for inconvenience.
- Passed it on to her appropriate supe
07/08/01] 12 r?:egf:‘n;‘:gzg;:i‘::"vco procedure and she | /55101 |for coaching. Agent said she needed
) additional fraining in 2LVCO. Agent
4285 was trained.
Customer complained that the agent did not
follow her instructions for how to handle a call to
her bark. The agent was to just type the name
of the bank as it is stated in the automated . .
recording then follow the prompts to get a bank apoke to CA .& CA sald she did type
" . . e company's name as requested.
rep on line. The agent dialed out and just typed She di
i . e did not turn on VCO because the|
Q7/06/01 3 |recording, agent did not type the first part of the | 07/09/01 OB . .
. . . recording was playing. I told the
recording. When customer tried to interrupt the CAtoi rdi
N gnore recording & open VCO.
agent was rucde and toid her could not listen to Sha did not hang up on customer
the recording and hung up on the customer. CS :
thanked customer for letting us know about the
problem and told her this would be forwarded on
fo the appropriate person.
31860
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Complaint Tracking for Colorado

Tracking| Dateof | Cat. # Nature of Complaint Date of Explanation of Resolution
# Compl. | Compl. Resolution
Customer complained that she was cut off. She
gave agent specific instructions on how 1o let
her know they were connected to Wells Fargo
bank automated system and then agent was to
just get a banker on the line. When the agent
dialed cut and connected, agent typed
07/06/01 3 recording, did not type the identifying msg. 07/12/01 |Agent does not remember call.
Customer atternpted to interrupt and get agent
to identify the party & agent disconnected the
customer. CS thanked customer for letling us
know about the problem and told her this wouid
be forwarded on to the appropriate person.
3184D
Thanked customer for feedback,
. apologized for error and told him |
Agent typed ans mach msg and sent holding wou:c)ig'coach the agent. Customer
magcro. CDB notes say hang up on ans mach h ) .
was satisfied w/our discussion. He
o7roio1| 2 [2nddonotsend hidg macro. 2 otheragents | oo 604 |sqict he would leave it up to the AM
today have made same mistake. Customer .
thinks agents need better training to read COB whether or not to contact him. Follow
notes up w/agent. Coached agent (new -
’ first day) to read CDB notes & follow
4298 instructions.
Customer doaes not like our policy of explaining
Relay before typing how the OB line was
answered. | explained to her that our cir was 7/17 & 8/14 no answar. 9/3 7:40p
required to do this by the ACDHH. This is a bad connected - Customer was glad we
07/10/01| 21 |procedure for the person who has to pay the bili| 09/03/01 |connected. She wanted as to
and customer aiso stated she has on occasion continue on improving and is
had to stay on the fine w/only "explaining Relay” satisfied.
displayed only to then find out she had reached
a wrong nbr.
4296
Customaer stated that CA did not follow CDB
note_s regarding not sending hidg mlacro. When Reviewed procedure w/CA. Unable
| relieved the call, the CDB notes window was )
07/12/01 2 07/18/01 |to contact @ phone nbr given. Sent
closed. Told customer that a contact form follow up letter to customer
would be filed and the CA would be instructed ’
5119 on proper use of CDB.
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Complaint Tracking for Colorado

Tracking| Date of | Cat. # Nature of Complaint Date of Explanation of Resolution
# Compl. f Compl. Resolution
CA did not follow CDB notes requesting CA to
hang up on aqs mach instead of typing the msg Reviewed pr ure w/CA. Unable
o7rt2/01| 2 [Out The pravious CA may have closed notes 1 o e/01 |y contact by phone. Sent follow u
window before being relieved. Told customer letter 1o us¥ofn ; ’ P
that a contact form would be filed and CA would ¢ er.
be instructed on proper use of CDB.
5120
Apologized for inconvenience and
thanked the customer for the
07/13/01 2 |CA did not follow the database instructions. 07/13/01 |feedback. Coached CA not to tum
off the macro and to follow the
4306 database instructions.
Thanked customer for feedback &
apologized for the trouble. Told her
Had the agent call to a nbr wanted only to know this would be passed on to the
if the ans mach was on. All she did was say agent's team leader. She would like
07/15/01 8 ans mach GA. How am | suppose to know who 07724101 this faxed to AM. Spoke w/agent &
| called. agent said she was confused at the
instructions. Told agent just to type
the person’s nhame and ans mach..
4311
4311 [07M15/01] 11
Apologized for the problem & offered
CO VCO user wants technical documentation suggestions of: tuming off turbo,
07/16/01] 26 |]that after many mths, garbling may be a 0716/01 |branding his phone as VCO and
problem again. including CDB notes. Entered
4313 TT#04011785.
VCO was very upset CDB notes weare not P ufoglze_d to the person & told tr_wem
. this CA will be coached. Agent did
followed. He has a no holding macro note as . .
admit not following CDB notes. She
07/16/1 2 |well as hang up on ans mach. The hidg note 07/23/01 | . .
was ot used. 8665F sent the hidg macro simply forgot. In the future, she will
Co 9 be more careful, observing notes as
Iseveral times.
well as requests.
8691
Agent really messed up call & gave poor Apologized to, customer and informmed
sarvice. No spacifics given other than agent her the agent's supe would be
o7reo1| 21 O Spaciics g 98™ | 07/19/01 |informed of situation. Agent coached
only responded w/one word answers of "yes .
whan asked question to be more careful w/the service and
4320 q ) foliow the customer's question.
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Complaint Tracking for Colorado

Tracking| Date of | Cat. # Nature of Complaint Date of Exptanation of Resolution
# Compl. | Compl. Resolution
N . CA stated that she didn't recall the
o7/1901| 18 ,C“St"me’ dissatisfiod w/agent when trying 0 | 714151 |call. Feedback on how to procesd
eave message. . )
3256D the voice mail msg.
Customner is VCO user. Customer has to call in
5 or 6 times in a row to get branding to come up
07/20/01] 22 on call. Supe said he would have our tech 07/20/01 ‘Ts“": “""%‘i’:\tﬁf"tpmb'em so
check her nbr. Supe also put in CDB notes that 6ch cou estigate.
6495 she is VCO user.
Apologized for the inconvenience &
thanked customer for feedback. Told
her | would make sure agent was
familiar w/correct procedure.
07/23/01 18 }Agent did not type ans mach msqg. 07/23/01 1Customer was satisfied & does not
Jwant follow up contact. Coached
agent fo always type recorded msgs
unless instructed differently by
4327 customer.
Apologized and said will let supe for
this agent know so they can talk to
agent. FL response: After reviewing
Agent's typing very sloppy getting messages off |some of this agenf's blind monitored
07/23/01 7  {of ans mach and cut first and last ietters off of | 07/26/01 [evaluations, her typing has never
words and occasionally turned into nbrs. bean an issue. It seems as if the
customer may have been receiving
garble from her TDD because some
of the words were tuming into nbrs.
6503
Customer gave CA instructions to type the Spokal W/CA and told her IPSt fotype
name of the co she called if she reached a the co's name and (recording
07/24/01 3 rding. but not t th rding. CA did 07/24/01 Iplaying}. CA was confused at the
;molllov%in:trugtio?\gpe © recording. : customer’s instructions. | also
4331 apologized to customer.
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Complaint Tracking for Colorado

Tracking| Datecf | Cat. # Nature of Complaint Date of Explanation of Resolution
# Compl. | Compl. Resgiution
Customer stated she usually tries to ask for a ;Ia_"rezponse: ?ger::;::::"“oﬁz':vi
supe when she has problems but she has had umsg. imm ediatel;e:n d o only type the
so many problems w/FL agents, she wanted to name on the ans mach. Agent did
let us know. Aiso, this time when she asked for that and sent the ALT B macro
07/25/01 5 |asupe she was disconnected. When agent 07/26/01 )
. What came across the customer's
ptaced call, they reached ans mach and did not |screen was garble because she did
inform customer what office had been reached. 9
. see the ALT 8 macro. The call
CS thanked customer for caliing and dropping may have been a result of a
apotogized. T hit
32870 -
32870 | 07/25/01 18
CA was confused w/the instruction.
Coached & explained how to follow
her instruction. AM attempted
. e . contact w/customer on 8/14 - no
07/27/1 3 |CA did not follow customer's instructions. 07/31/01 answer. On 9/3 at 7-40 AM
connected w/customer who stated
"Overall, Sprint is the best" and was
3307D satisfied w/resolution.
33070 | 07/27/01 4
Agent did not readfollow CDB notes. CS
. . Agent was coached to follow a
07/27/1 2 apologized and stated complaint would_ be 08/01/01 |customer's database instructions
documented and forwarded to appropriate ctr more carefull
3310D for follow up w/agent. y:
CA is still new. Feedback regarding
Agent did not type correct info given by dr's stopping & clarifying for cormrect info.
Orrzzfory - 21 assl. 07/30/01 We had a good discussion how to
perform correct procedure,
3308D
I apologized for his inconvenience
and assured the TTY user that |
would file this complaint. Did not feel
TTY user was upset that agents don’'t seem to ﬁit was nacessary for AM to contact
07/27/01 2 follow CDB notes. Notes stated to hang up on | 07/30/01 |customer. | asked if there was
the ans mach and don't use the holding macro. anything else ! could do and the
conversation terminated. Spoke
w/CA & she apologized and
4335 misunderstood the instruction.
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Complaint Tracking for Colorado

Tracking| Date of | Cat. # Nature of Complaint Date of Explanation of Resotution
# Compl. | Compl. Resolution
Apologized for inconvenience and
thanked customer for feedback. The
customer satisfied w/our discussion.
07/2701] 2 |CA # 4585F did not pay attention w/CDB notes. | 07/28/01 |A98nt salid she read CDB notes
saying not to send holding macro.
She had forgot during the call though
and sent it. She knows not to de itin
the future.
4336
Agents did not pay attention to CDB notes, even
when interrupt key was depressed on Ultratec Both agents were coached to foliow
Superprint Pro88 Gold. Spoke to agent & she calfers’ instructions & next time caller
07/27/01 2 explained that customer sent (interrupt request) 08/02/01 sends interrupt request - that means
while she was typing recording right after that the agent should stop typing and
interrupt was sent - live rep came on ling, so just wait for a response from the
she informed customer that live person was on calfer.
9646 line.
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Complaint Tracking for Colorado

August 2001
Tracking| Date of | Cat. # Nature of Complaint Date of Explanation of Resolution
# Compl. | Compl. Resolution
Opr handled one call for me and after the call |
thanked her and toid her to have a nice day.
She typed back "ur weicome SKSK". | waited
for the agent to hang up but she remained on CA followed correct procedure and
the line and typed to me "agent waited 3 mins" waited for VCO calfer to disconnect
os/o2/or} 21 she kept typing this several more times, then 08/07/01 then she called the bridge to inform
finally she typed "disconnacting now® and then that she waited for 3 min disconnect.
hung up. | always walt to be sure that agent
has nothing more to say and until they hang up
before i disconnect.
3328D
Spoke w/agent and agent stated
VCO customer called in & gave
instructions to dial DA. Agent dialed
DA & waited for opr. When DA opr
came on line, the agent asked for the
|tisting. The IB customer typed VCO
Opr broke transparency. Customer asked for pleasa. Agent tumed on VCO'.
. Customer started speaking saying
DA and opr typed city and state pls. Customer s . ) o .
. 'wait & min, wait a min, if you give
gave her Delta, CO. Then she dialed to DA and ; p L .
. L . oo me a min { will explain it myself*.
typed "explaining Relay” then typed "typing " A "y
. . . R The DA recording was playing giving
08/02/01 21 |now", then "machine hung up“. Why was she 08/20/01 .
L . the requeseted nbr, while the VCO
explaining Relay to a machine? Normaily the .
- cusotmer was talking. Agent typed
agent just types back the nbr requested from ] -
! machine hung up. Explained the
DA. CS thanked her for letting us know and toid
her the report would be sent to the call ctr proper way to handle DA requests
er epor woul en 8 c : and that she should have kept caller
informed throughout call process,
Agent was coached on processing
DA calls & procedures. Monitoring
and test calls will be administered to
make sure agent is following
procedures.
3329D
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Complaint Tracking for Colorado

Tracking| Date of | Cat. # Nature of Complaint Date of Explanation of Resolution
# Comp!. | Compl. Resolution
Agent was careless when typing specific info to
ma from my wife. The agent typed the time we
weare to meet as B:00 when my wife specifically
said 5:00. This could really have caused us a .
osioa/01| 7 [problem. Please have this agent coachedon | 0,004 g::::f:ngAr;:kz‘zt?:ﬂ;Z tgzé?fg for
being more careful w/specific info. CS thanked lear u
customer for letting us know and assured him ¢ p-
that we would turn the complaint in so that it
could be further investigated w/the supe and
corrected.
3335D
Apologized to the customer & said !
would write a formal complaint &
Custorner was upset that agent did not dial his speak w/the agent. Agent needed
nbr quickly enough. He typed the nbr & GA - assistance understanding CDB notes
08/03/01 ! the hello GA & received no response for a long 08/03/01 but did not type "one moment pis* &
time. left caller not knowing what was
going on. | coached agent to
respond sooner.
4344
VOID - customer only requested AM's #. (nota
6200 complaint)
Apologized to user & stated form
would be sent to team leader for
agent coaching. Thanked customer
Customer complained agent did not type for input. CA knows to utilize record
08/05/01 9 [recording properly. States agent needs to pay | 08/09/01 [feature properly, after coaching, to
more attention. avoid missing words and to ensure
proper relay. She also knows to type
words unclear or recording skipped
when appropriate.
4347
Customer complained that CA didn't follow
instructions & didn't do a right procedure. F:oached CA to fype ans mach
. instead of typing the whole msg. CA
Customer gave info to enter, CA had typed the \ )
. ition. CA didn’t foliow explained t-he mt.olcustomer had
OB/05/01 2 rec msg ,In addition, . 08/05/01 {given was insufficient. There was a
customer's database not to type the msg if ans ]

. scraening procedure. | suggested
mach. Apologized to customer & assured CA to type (need 10 digit nbr to
custoemr that CA would be coached in proper enter)

4346 procedure.
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Complaint Tracking for Colorado

Tracking| Dateof | Cat. # Nature of Complaint Date of Explanation of Resolution
# Compl. | Compl. Resolution
4346 | 08/05/01 3
Apologized to customer & said the
supe would speak to the agent.
Customer said agent was rude and also broke Customer wants call back on issug
transparency while he was connected to the from AM. Foliow up w/agent: Agent
|person he called. He said his good byes to bothy is now aware that her comments
08/08/01 7 TTY & Relay when the agent abruptly jumped 08/14/01 broke transparency. Coached her in
into conversation saying "l can't do that proper procedure & will monitor her
connected to both lines”. progress. On 8/14 at 2:40 p.m., AM
spoke w/customer and he is satisfied
w/rasolution.
4352
4352 | 08/0B/HO1] 21
Could not understand Retay agent. Heavy
accent male. Agent even left msg on ans mach
that was not comprehensible. Person
understands we have diversity in hiring but to
please ask agents w/accents to be mindful af Will be coaching those agents that
the fact that they may not be understood by fall into that category, so they are
08/08/01 8 everyone across country and to please make 08/08/01 able to speak a bit more cleardy and
extra effort to speak as clearly as possible in understandable.
American English. if malas would please speak
up and clear, it would be very helpful.
Apologized to customer for Inconvenience and
person hung up.
9094
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Complaint Tracking for Colorado

Tracking| Date of | Cat. # Nature of Complaint Date of Explanation of Resolution
# Compi. | Compl. Resolution|
Spoke w/agent and she said that
when she sent Ait G to inform
customer that ans mach was playing.
Customer started fo type. After
. several unsuccessful attempts to
Custqmer asked to call nbr and agent dialed send macro Alt G, agent left msg and
reaching ans mach. Customer requested sent the Alt @ macro. Explained to
redial, transfer to ans mach then leave msg. - EXp
o ; ; agent that the customer was always
Agent didn't keep customer informed & said in control of call - when the TTY
08/10/01 4 |there was only a long pause then received Alt 8 | 08/20/01 .
starts to type, wait and follow the
macro. Customer asked to speak to supe and o I ’
! TTY user's instructions. Will follow
agent sent Alt 9 macro again, Asked to speak up wiscans and will be sent to
1o supe again and received no one is available P .
and then aaent huna u refresher on ans mach processing.

g g up- When asked why a supe was not
requested, agent said that the caller
never asked to speak w/a supe.
Agent was advised to notify a sups if
difficulties are experienced on a call.

6211
Customer says agent did not type the recording
on the OB connect. Customer did not know
what co they had connected to. Agent 9/3/01 7:40p Pleased with resoluton -
08/11/01 15 paraphrased the recording. CS assured 09/03/01 Agent got trained.
custormer her complaint would be forwardsd for
3375D review.
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Complaint Tracking for Colorado

Tracking| Dateof | Cat. # Nature of Complaint Date of Explanation of Resolution
# Compl. | Compl. Resolution
When customer called in, she told agent that he
did not need to explain Relay, just to say that
grandma was calling and they wouid know it . . . .
was Relay. She gave CA info and he dialed Agent listed was in nesting period of
nbr. It was busy, so she asked himto try a training at time of oompia_ln-t. Agant
couple more times. She got busy - person hungr ::;: gt;d;agggznc:::;‘g‘r ;}M
08/12/01 3 [upxxx busy person hung up xxx busy. She got] 08/15/01 a/14 -pno ans and on 9/3 at 7-40 p.m
Lthis nine times. She said she should have connected wicustomer who statez ’
known better than to try w/a FL. agent, they that *Overall, Sprint is best* and was
never seem to get it right. They need a new TM pleased w Ire'sol ution
so that the agents can be properly trained. CS ’
thanked her for calling in and let her know this
would be forwarded to ctr,
3378D
Customer has MCI selected for COC for LD
Relay calls in database profile. Al her LD calis
should automatically bill to MCI, but since fast
Thursday, this is not happening. Customer
notas were added: 1) COC MCI & 2) Do not 9/3 no answer 9/6 no answer 9/11
ask customer which carrier they want to use, no answer. Caller was unavailable.
08/13/01| 27 |just use MCI. Notes are not appearing on agent] 09/11/01 |TT closed - verified MCI as COC if
computer screen when customer calls CO problem continues TT 04123598 for
Relay. She reached agent 9155F and 9109F at reference.
FL ctr. (QWEST is local phone co, CS called
QWEST to confirm that MC! is her selected
COC and it is and she Is in good standing on
33820 her billing).
Customer had bad experience w/opr when
placing call thru Relay CO. Opr did not give nbr
and hung up at end w/o closing or ID nbr. Took
over 10 mins to place simple call. Had to
repeat nbr to dial twice. Typing was bad, 2/3 Tsc?a'}x::egg?1n;.;:‘:i];cete\giil
08/13/01 4 Iscreen full of xxxx’s. There were plain bianks | 09/06/01 hgse aqent # read ' Satisfied
on screen where the agent could not keep up customger ¥
wi/typing, so just left info out and screen blank, ’
and what was typed didn't make sense.
Wanted fo leave msg on ans mach, but does
not think that was successful.
3379D
3379D | 08/13/01 7
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Complaint Tracking for Colorado

Tracking| Dateof | Catl. # Nature of Complaint Date of Explanation of Resolution
# Compl. { Compl. Resolution
3379D | 08/13/01 g
3379D lo8M3/01) 11
Customer frustrated that agents asked her who Addressed agent regarding this
her LD carsier is when she has that info in her complaint, agent states that when the
database profile. CS apologized to customer call came in there were not any CDB
and offered to put an extra note in the database 1notes on the screen. Agent says she
profile telling agents that MCl is the LD carrier entered "to" nbr and pressed
08/13/01 2 land not to ask her who her carrier is. Assured | 08/14/01 jcomplete and the COC screen
her it was in the customer database profile and appeared, then she asked the
if she received any charges for calls thru a customer "which LD carrier would
different carrier after 8/6, when we entered MCI you like to use". Agent says she
in the database, that we would help her get it asked because thare were no notes
credited. and the COC screen came up.
33800
Spoke w/agent - she slated that
because the customer typad *| hope
this call goas better than the last
one"- she became very nervous.
Agent said that she became
confused while trying to read CDB
netes and dial the nbr. Agent was
informed that we must keap the
Agent did not type how phone was answered. customer informed at ait times,
08A17/01 9 Did not type recording. CS apologized fo 08/17/01 because of customer request, agent
customer for problem and told her complaint did not type the content of the msg
would be forwarded to call cfr. but just the fact that the msg was
playing. Supe discussed various
scenarios and responses that would
be appropriate in this case. In
particular, to clarify exactly how the
customer would iike their call placed
before outdialing. Agent feels more
confident and will be monitored for
progress.
3403D
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Complaint Tracking for Colorado

Tracking

Date of

Cat. #
Compl.

Nature of Complaint

Date of
Resolution

Explanation of Rasolution

4364

08/20/01

21

Customer does not like Relay rule that agent
cannot repeat info from a relay cali after call is
over. In this call, the voice user hung up and
customer asked how the person sounded.

08/20/01

Thanked customer for her feedback
& explained the policy to her. She
siad she understood, but still does
not like the rule. Sha does not want
follow up contact. Told her we would
pass along her feedback.

3416D

08/20/01

26

Call came in to CS & was garbled. CS
requested customer repeat info. Calter
requested supe and asst. supe was busy, so co-
worker assisted. Complaint was regarding
garbting, and customer upset that CA let him
continue to type for 15 mins w/o interrupting him
to inform him that much of his typing was
unclear & garbled. CS explained to customer
that agents are never to interrupt TTY or VCO
user, but that the hearing person has the option
to do so or vice versa. Agent must wait for GA
in order to inform customer of garbling issues.
Customer disagreed w/policy and felt waste of
time to retype everything. CS explained agents
are following guidelines set up thru the state
contracts and also explained variables that can
cause garbling. CS apologized for problerns
experienced and thanked him for taking time to
call us regarding issue and advised customer
that AM would be notified.

08/21/01

CA did the right procedure. It's
possible inappropriately placed the
phone and/or tachnical problem
w/iTTY.
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Complaint Tracking for Coiorado

Tracking

Date of
Compl.

Cat. #
Compl.

Nature of Complaint

Date of
Resolution|

Explanation of Resolution

34250

08/21/01

21

Voice customer received 2 CO Relay calls left
an her voice mail earlier today, both from agent
4395M. The first one was the agent talking to
his co-workers talking about the msg that the
TTY user was going to leave. He also was
using a lot of "explicatives”. The 2nd msg was
the agent actually leaving the TTY user's msg.
Customer doas not think the agent knew his
voice was being recorded on her voica mail on
the 1st msg. CS apologized to the customer
and let her know | would forward this to the cir
where he was located. Also asked if customer
would provide name & nbr for foliow up w/AM
and that was provided.

09/11/01

Agent was consulted & appropriate
action taken. (per S. Morehouse)

34230

08/21/01

Customer told agent she may get an ans mach,
and if s0 to just type 4 letters when they say it.
CA just typed ans mach playing GA. Then
customer asked her why agent typed that and
got no response. Then agent typed “ur msg
left". Customer did not give any msg to be left,
so asked for supe. Assistant Backy stated
agent thought she understood customer
instruction and thought they followed that. CS
apologized for problem customer had
wiinstructions being misunderstood and
thanked her for letting us know.

08/22/01

Follow up w/agent: Agent heard
customer say if ans mach, she
wanted to leave msg. When agent
heard ans mach she told customer
*ans mach" GA and customer left a
msg. She thought she had done
what customer instructed. In the
future, agent will ask customer to
clarify instructions if she has any
doubt what they mean.
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Compilaint Tracking for Colorado

Tracking| Dateof | Cat # Natura of Complaint Date of Explanation of Resolution
# Compl. | Compl. Resolution
. Spoke w/agent & he stated that he
Customer uses TTY sometimes and VCO | ! .
sometimes, $o he is not branded either way. & ke go?rrt;ﬁf‘rﬁ chsssr:rs‘::;een
He told agent 9355M that he would like to use spea{cing Agent 'was not able to
VCO, but agent never switched him over after respond tljue to the technical difficulty
requesting VCO. Customer also has a note in as a rsult the VCO user
osr201| o |place thatsays notto use the hidg macro, 08/23/01 |disconnected. Agent was advised
howaver, agent 9080M used it anyway. CS that he must aiways request a supe’s
apologized to the customer for any assistance when : rgglem pe
inconvenience these things may have caused wherminal oceurs al:1 d affects the call
him. Toid him this would be documented for rocessing. AM contacted customer
supe to follow up on. Thanked him for taking gn 9/3 at gjzz m. and cust:rier
the time to bring this to our attention. was plaase;d w?lzes.olu tion
3430D
Spoke wfagent and she stated that
. . she was experiencing technical
Agent was doing a great job and then all of a diﬂiculties)i(ﬁ the mi dgle of the call
sudden the agent stopped typing and would not She requested a supe for assistance
raspond. The TTY user stated that the line the supe had to close out the syslem,
08/23/01] 4 [WASnotdisconnected and the agent stopped | ;00401 [and restart. The call was lost in this
typing in the middle of the sentence, but before process. Tech checked out PC and
the agent was very good. Supe thaln ked determined that application hung up.
.customer. for comments and apologized for Problem could not be dupiicated and
inconvenience. console was monitored. No TT
compieted at tech’s request.
9699
Supe met w/agent to review
complaint. VCO process reviewed
Customer stated that the agent was having a \alnéioacg)oe:;::ufgﬁr;strsa::c; Igs::z:soeg
08/27/01 5 pmble"? understanding him and hung up on him 08/30/01 |nature of complaint and to report any
w/o asking to repeat, after he requested VCO technical problems or instances
be turned on. where calls do not connect to their
console. Agent has been observed
correctly processing VCO calls.
9539
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Complaint Tracking for Colorado

Tracking! Date of { Cat. # Nature of Complaint Date of Explanation of Resolution
# Compl. | Compl. Resolution
Agent stated that she repeatedly
Lasked the VCO user to repeat the
CO voice user stated agent incompetent as it E:g:trasnbr becmhaal.t's:azh;a?:; ns‘;: d
took 6 attempts to get nbr dialed to his VCO The customer's husband ook lhle
wife. Agent refused to give agent nbr until supe phone, began yelling, and provided
08/28/01 1 got on line. Agent glso refused to acknc?wiedge 08/31/01 the nbr then put his wife back on the
theuser when he voiced concerns/questions. h Agent . ining wh
Apologized for frustrati U ts contact phone. Agent was in training when
pologiz rustration. Lser wanis con this occurred & Trainer was w/agent
regarding resolution. thru call and observed what
happened, and also wrote a
customer contact form.
4371
4371 | 08/28/01 17
9555 VOID - same complaint as 4371,
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Complaint Tracking for Colorado

September 2001
Tracking| Date of | Cat. # Nature of Compiaint Date of Explanation of Resolution
# Compt. | Compi. Resolution
Customer said agent did not follow her L:‘eﬁ?f‘gl‘liosv]:dsgj?t;::gssaw that
09/05/01 3 ilnstructlons not to 'type an ans mach recording 09/05/01 Jinstructions perfectly and completely
but only to abbreviate the company name & withe abbraviation of the co given 1o
type GA at the "beep” to isave msg. g
her by the customer.
4378
Trainer addressed agent regarding
call. Agent admitted to sending the
incorrect macros. Agent was
Customer complained that agent did not coached on how to correct this. He
process call correctly. The agent was kinda also explained that he rediated upon
controlling the call. Three different msgs were the customer's request but forgot to
09/06/01 3 sent that were wrong. Agent needs to be more 09/07/01 send the redialing macro. Agent was
professional. Told customer the complaint coached on keeping the customar
would be forwarded to the agent's supe. informed and sending the correct
macros. This agent is new on floor
and will be monitered closely to make|
sure that he is following procedurss.
3006E

Page 10f 6



Complaint Tracking for Colorado

Tracking]| Date of | Cat. # Nature of Complaint Date of Explanation of Resolution
# Compl. | Compl. Resolution
Customer says “| have used same nbr to call
Relay for 8 yrs from work at Shenifts Dept and
now when | call Relay it answers on voice line
first." CS asked if his phone line is dedicated to
the TDD and he said it is and not going through
a swiichboard. Customer's ANI showed area
code 303 XXX XXXX and CS suggested that
there may have been a change ip the phone 9/11 no answer 10/3 no answer
0o/06/01| 24 [SYSiem atwork that needs tobe investigated 1 40001 |10/10 no answer - unable to follow
and suggested he have their telephone thru
specialist calf us. He said he will not have their ’
telephone specialist call us to straighten this out
as we suggested. Customer says he will
instead use the ATT Relay service and inform
his Congress lady at the town mtg w/he deaf. |
suggested he contact the CO Relay AM and
customer refused nbr and said congresswoman
will be in touch.
3007E
Customer called regarding a call she placed on
9/8 at approx 5 pm. The agent was rude and Checked w/ACU & confirmed that
refused to answer a direct question. A supe this VCO user did not give the
05/09/01 17 |came on line. OB party later toid customer that | 09/11/01 |special instructions to agent that she
agent had disconnectsd the call, she, herself says ware ignored and prompted the
had not hung up. Thanked custorner for letting perception of rudeness.
3027E CS know about problem.
Person complained that many Relay agents are
not leaving the msg he types to them before Apologized to the customer and said
09/10/01 3 [calling an ans mach. They either forget to leavel 09/10/01 | would document the complaint to let
it & redial again or ask him to repeat it. He our ctrs know.
4386 wants it left the first time.
Agent rude on cali to hearing friend. She let IB Spoke w/agent & he did not recall
know about it during call and did not appreciate any occasion of him being rude, but |
09/11/01 17 |it. CS thanked customer for letting us know and| 09/12/01 [told him of the complaint & said that
assured him that we would tum in a complaint whenever he has 1o pace or speak as
3036E so that this issue could be investigated further. the agent to be pleasant.
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Complaint Tracking for Colorado

Tracking| Date of | Cat. # Nature of Complaint Date of Explanation of Resolution
# Compl. | Compl. Rasolution
Customer made a call wiagent 4234F and when
she dialed the nbr all she typed was ans mach
GA. Customer had no way of knowing if the
right party was reached. Was wonder is this a Spoke to CA. She stated that she
new training procedure. CS thanked the followed the CDB note and informed
09/18/011 21 customer for letting us know & assurad her that 09/19/01 the trainer about the procedure. CA
there were no new procedures to type only "ans performed correct procedure.
mach GA". Told her | would pass this info on to
the call cir and to mention this to the training
dept.
3063E
Apologized to customer for problem
& thanked her for the feedback &
assured her agent would be spoken
Agent did not type gresting and did not keep with and make sure proper
09/21/01 4 |customer informed through transfers & other 09/21/01 procedures were being followed.
Agent was confused because much
events. )
was happening at once on the call.
Coached her on proper procdures
and gave her tips for handling those
situations.
4395
4395 | 09/21/01 9
Trainer spoke with the agent
regarding this complaint. Agent
states that she recalls the VCO user
asking for the numbar but she does
not recall the voice caller asking. This|
is a fairly new agent and she declined
Agent did not provide agent 1D nbr until after to give the outbound party her ID
og21/01) 2 being asked several timas, 08/24/01 number because she thought it would
be braaking transparency. The agent
was advised regarding giving her ID
number at the start of each call and
she is also raquired to give her ID
number when either party (inbound o
outbound) request it.
3078E
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Complaint Tracking for Colorado

Tracking| Date of | Cat. # Nature of Compiaint Date of Explanation of Resotution
# Compl. | Compl. Resolution
In consulting w/agent, slow response
time was due {0 attempting to apply
Customer had difficulties trying to reach DA. user's spacific instructions 1o this
CA apologized for inconvenience and provided particular call while properly setting
09/23/01 1 info customer had been trying to get. Also 09/25/01 |up call upon OB answer. ACU was
informed customer that complaint would be assisting agent and able to verify that
documented. the IB hung up while we were stil!
connected to OB. Raiay did not hangy
up IB.
3085E
3085E | 09/23/01 4
A085E | 09/23/01 5
Spoke with CA and CA said that she
, . . was confused by the customer's
09/23/01 3 2;8:;12 s::esdspeciflc instructions for & call were 10/08/01 linstructions and did make mistakes.
’ But did not hang up on the customer.
2086E Customer hung up first.
3086E | 09/23/01 5
Customer was calling family and told agent no
need to explain Relay and just say mom is
calling. When customer tried to VCO, they got
no response. Wheh customer typed voice pis, .
then call proceeded. At the end of the call, the Spoke wiCA & he 18 rtew and had a
litile trouble at beginning of call, but
customer asked agent what happened and .
got it started and then had no
requested a supe and agent disconnected call.
09/24/01 4 . 09/25/01 |problems. At the end of the call, he
CS thanked customer for letting us know about had an ACU piug in who confirmed
tesue and assured that complaint would be sent that the agent digi not hana up on the
in for further investigation. Also assured her cu sﬁomarg g up
that we would alert the TD o her suggestions of ’
agents need more time in training or at least
someone w/them at least 2 wks to monitor their
calls.
J090E
3090E | 09/24/01 11
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Complaint Tracking for Colorado

Tracking] Dateof | Cat. # Nature of Complaint Date of Explanation of Resolution
# Compl. | Compl. Resolution
Customer upset that she was not able fo leave . "
a complete msg in an ans mach the 1st time, :rgz:ggt;zee:o:cz:?ogzra:hida;g::t
ooraigr| 3 |She said agenttypedtoo much ofans mach | o401 1o what o do when asked to ignore
recording and took too much time away from . -
- h recordings & allow voice over
her ability to leave a msg. She gave him capability
4399 instructions on what to do. pability.
Spoke w/agent about the importance
of reading the CDB notes to avoid
any problem in future. The agent
stated they were trying to read notes
but the customer kapt typing GA
repeatedly. Sometimes there isn't
enough time to read the notes and
diat out in a timely fashion, the CDB
Agents are not following CDB notes. This is notes were very long & that's why
happening often and wanted to know if notes agent made the mistaks. | informed
09/24/01 2 |are still available. The customer notes state do | 09/24/01 |agent that this was inexcusable and
not use hidg macro, just type hidg. Agent used that she could continue reading the
hidg macro. CDB notes after dialing out and while
the phone Is ringing. it was
determined that the agent was not
paying attention. Agent will be
closely monitored by QA Dept. to
make sure she is following
instructions and processing calls
properly. Appropriate action will be
taken as needed,
9994
9994 | 09/24/01 3
VCO reports that her instructions regarding ans Spoke w/CA. She was confused
mach were not followed. CS apologized for w/ACO caller's instructions.
09/25/01 3 problem and advised complaint would be 10/02/01 Coached CA to ask & clarify before
3093F forwarded. processing calil.
3093F [ 09/25/01] 17
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Tracking
#

Date of
Compl.

Cat. #

Compt.

Nature ot Complaint

Date of
Resolution|

Explanation ot Resolution

3097E

09/25/01

VCO reports that her instructions regarding ans

mach were not followed.

09/27/01

Upon speaking w/agent regarding
call, she admittad to sending the
macro <ans mach playing> then
typing "Jensen GA" as instructed by
customer. Agent states ths she
inadvertently sent the macro by force
of habit and attempted to follow the
instructions and type "Jensen GA".
Agent was coached regarding
tollowing customer instruction. Agent
will be monitored 1o make sure she is
following the custorner instruction at
all times.
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